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Ky raport u realizua me mbéshtetjen e Popullit Amerikan
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piképamjet e Korporatés sé Sfidés sé Mijévjecgarit, USAID-
it, apo té geverisé sé Shteteve té Bashkuara.

Falenderime té vecanta pér MCCA2 pér mbéshtetjen e
tyre, si dhe pér pérfagésuesit e biznesit gé morén pjesé né
kété studim. Autorét vlerésojné shumé gatishmériné e tyre
pér té kontribuar né té.
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1. Pérmbledhje

Ligji i ri pér regjistrimin e biznesit u miratua nga Parlamenti né 3 maj 2007. Ligji nr.
9723 “Pér Qendrén Kombétare té& Regjistrimit” themeloi Qendrén Kombétare té
Regjistrimit (QKR) si njé institucion i ri publik né nivel t& geverisé gendrore. Qendra
Kombétare e Regjistrimit filloi veprimtariné mé 3 shtator 2007 dhe, pérvec selisé
sé saj né Tirané, QKR ka 29 sportele shérbimi né bashki. Zyrat e Regjistrimit té
vendosura né té gjithé Shqipériné i krijojné mundési biznesit té pérfundojé té gjitha
procedurat e regjistrimit né nivel vendor.

Krijimi i Qendrés Kombétare té€ Regjistrimit (QKR) pérmirésoi né ményré drastike
procesin e regjistrimit t& biznesit né Shqipéri. Kjo reformé ishte njé hap i réndésishém
né arritien e qgéllimit t& pérgjithshém té qeveris€ pér pérmirésimin e klimés sé
biznesit. Ajo solli pérfitime té réndésishme pér bizneset shqiptare dhe investitorét
e huaj: njé proces mé té thjeshté, mé té shpejté dhe mé pak té kushtueshém pér
regjistrimin e njé biznesi té ri.

Ky raport paraqet rezultatet e studimit “Monitorimi i punés sé QKR-sé né ofrimin e
shérbimeve”, administruar nga Partnerét Shqipéri né periudhén néntor 2009 - prill
2010.

Rezultatet e pérgjithshme

e Shumica e té intervistuarve morén pérgjigje pér aplikimin e béré ose morén
certifikatén e regjistrimit t& biznesit brenda 24 orésh nga momenti i paragitjes
sé kérkesés sé tyre. Pérqgindjet pér kété tregues jané paksa té ndryshme né
zyrén géndrore t& QKR-sé (86%) krahasuar me sportelet né bashki (80%).

e Procedurat e aplikimit jané shumé té qarta pér té gjithé té intervistuarit (deri
né 93%) dhe ky rezultat nuk ndryshon né ményré té konsiderueshme né
varési té vendndodhjes sé biznesit ose llojit té té intervistuarit.

e Mé shumé se 90% e té intervistuarve i vizituan sportelet e QKR-sé jo mé
shumé se dy heré pér t€ marré pérgjigje ose pér té marré certifikatén e
regjistrimit. Kjo éshté e lidhur me faktin qé procedurat ishin té garta dhe stafi
i QKR-sé punonte me eficencé.

e Shumica dérrmuese e té intervistuarve deklaruan se shpenzuan mé pak se
tridhjeté minuta pér t& marré shérbim dhe koha e shpenzuar né sportelet e
shérbimit t&¢ QKR-sé ishte mé e vogél ose e barabarté me kohén e shpenzuar
gjaté vizités sé tyre t& méparshme né QKR.

e Rezultatet e studimit treguan njé nivel té larté té kénaqgésisé né lidhje me
performancén e pérgjithshme té shérbimeve té ofruara nga QKR-ja. Mé
shumé se 90% e té intervistuarve té té dy gjinive e pércaktuan nivelin e
kénagésisé nga kéto shérbime si t& miré ose shumé té miré.
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e Shumicés sé té intervistuarve ju desh t'i vizitonte sportelet e shérbimit t& QKR-

s€ vetém njé heré pér té paragitur aplikimin, ndérsa 20% e té intervistuarve e
vizituan QKR-né dy heré pér té paragqitur njé aplikim.

¢ Pjesa dérmuese e té intervistuarve i vizituan sportelet e shérbimit t& QKR-sé
jo mé shumé se dy heré pér té& marré pérgjigje apo pér t& marré certifikatén.
Megijithat&, 31% e té intervistuarve, té cilét kishin aplikuar pér té ¢regjistruar
biznesin té tyre, e kané vizituar QKR-né mé shumé se dy heré.

¢ Pjesa dérmuese e té intervistuarve né té gjitha sportelet e shérbimit t& QKR-
sé€ e konsiderojné informacionin e dhéné nga QKR-ja si t& mjaftueshém.
Broshura/botimet e QKR-sé dhe fagja e saj e internetit mbeten burimet e
preferuara té informacionit mbi procedurat e aplikimit né QKR.

e Shumica e té intervistuarve (83%), té cilét pérdorin fagen e internetit t&¢ QKR-
sé, mendojné se kjo fage interneti ofron informacion té garté dhe té lehté pér
t'u kuptuar, ndérsa 76% e té intervistuarve thané se informacioni i dhéné nga
fagja e internetit t&¢ QKR-sé éshté i dobishém dhe i mjaftueshém.

Rezultatet né zyrén gendrore té

o Né pérgjithési, stafi né zyrén géndrore t&¢ QKR-sé ofron shérbime mé té
shpejta se stafi né sportelet né bashki.

e 49% e té intervistuarve thané se broshura dhe botimet e QKR-sé mbeten
ményra mé e miré pér té& marré informacion mbi procedurat e regjistrimit.

¢ 59% e té intervistuarve né zyrén gendrore t&€ QKR-sé e merrte informacionin
pérmes fages sé internetit t& QKR-sé.

e Pjesa dérmuese e té intervistuarve né zyrén gendrore t& QKR-sé (82%) qé
kishin paraqitur ankesa, thané se paraqitja e ankesés éshté e lehté ose
shumé e lehté.

e 82% e té intervistuarve deklaruan se stafi né zyrén gendrore t&€ QKR-sé i ka
trajtuar ankesat e tyre miré dhe shumé miré.

Rezultatet né sportelet e sherb

e 12% e té intervistuarve né sportelet né bashki i vlerésuan shérbimet e QKR-
sé si té kéqgia. Ky vlerésim éshté shpérndaré né ményré uniforme ndér té
gjitha sportelet né bashki.

e Vetém 18% e té intervistuarve né sportelet né bashki thané se ményra mé
e miré pér té marré informacion mbi procedurat e regjistrimit éshté fagja e
internetit t&¢ QKR-sé.

e Vetém njé e treta e té intervistuarve né kéto sportele pérdorin fagen e
internetit t&¢ QKR-sé pér té marré informacion.

e 38% e té intervistuarve né sportelet e shérbimit né bashki thané se ankesat
e tyre jané trajtuar disi apo keq nga ana e stafit t¢ QKR-sé.
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2. Hyrje

Njé nga nismat kryesore té ndérmarra nga Ministria e Ekonomisé, Tregtisé dhe
Energjetikés (METE) ishte dhe reforma né procedurat e regjistrimit t& biznesit,
duke e ulur tarifén né ngarkim té aplikantéve né 100 leké, duke e reduktuar kohén
e nevojshme pér té regjistruar njé biznes té ri né njé dité dhe duke i kombinuar té
gjithé hapat e regjistrimit né njé proceduré té vetme, pérfshiré dhe regjistrimin né
administratén tatimore.

Ligj i ri mbi reformén né regjistrimin e biznesit u miratua nga Parlamenti né 3 maj
2007. Ligji nr. 9723 “Pér Qendrén Kombétare té& Regjistrimit” themeloi Qendrén
Kombétare té Regjistrimit (QKR) si njé institucion i ri publik gendror. Ligji i ri dhe
krijimi i QKR-sé ishin nisma té Qeverisé sé Shqipérisé dhe METE-s, té cilat u
pérkrahén nga faza e paré e Programit Prag té Korporatés sé Sfidés sé Mijévjecarit
pér Shqipériné.

Kjo reformé ishte njé hap domethénés né kuadrin e programit té qeverisé pér
pérmirésimin e klimés sé biznesit né Shqipéri. Reforma ofron disa pérfitime té
réndésishme, si pér bizneset shqiptare, ashtu edhe pér investitorét e huaj: njé
proces mé té thjeshté, mé té shpejté dhe me mé pak shpenzime pér regjistrimin
e bizneseve té reja, si dhe regjistrim té njékohshém né administratén tatimore, né
sigurimet shoqérore, né sigurimet shéndetésore dhe né Inspektoriatin e Punés,
népérmjet pérdorimit t& njé procedure té vetme aplikimi.

Sportelet e shérbimit t&¢ QKR-sé jané té vendosura né té gjithé Shqipériné, duke
béré té mundur gé njé biznes té pérfundojé té gjitha procedurat e regjistrimit né nivel
vendor. QKR-ja filloi veprimtariné mé 3 shtator 2007 dhe, pérve¢ zyrés gendrore
né Tirané, QKR-ja ka sportele shérbimi né 29 bashkité né vijim: Tirané&, Durrés,
Elbasan, Vloré, Korcé, Shkodér, Fier, Gjirokastér, Krujé, Rréshen, Berat, Bulgizé,
Kavajé, Lushnjé, Pogradec, Corovodé, Librazhd, Burreli, Bajram Curri, Gramsh,
Peshkopi, Tepelenés, Lacg, Lezhé, Erseké, Pérmet, Puké, Sarandé, Kukés, si dhe
né dhomat e tregtisé né Tirané dhe Durrés.

Publiku ka akses falas né informacionin e Regjistrit Tregtar, i cili gjendet né fagen
né internet t& QKR-sé. Té gjitha sportelet e shérbimit pranojné aplikime dhe jané
té lidhura pérmes internetit me regjistruesit né zyrén gendrore t&€ QKR-sé, e cila
miraton aplikimin brenda njé dite, pasi merr njé aplikim té plotésuar si¢ duhet né njé
sportel shérbimi. Formularét e aplikimit dhe udhézimet gjenden né fagen né internet
té QKR-sé (www.qgkr.gov.al) ose né ¢do sportel shérbimi t& QKR-sé. Regjistrimi né
QKR siguron, gjithashtu, regjistrim té njékohshém né administratén tatimore, si dhe
regjistrimin pér sigurimet shogérore, sigurimet shéndetésore, me Inspektoriatin e
Punés dhe me administratén tatimore né bashkiné pérkatése.



3. Metodologjia

Objektivi i kétij studimi ishte té vierésonte shérbimet e QKR-sé nga piképamja
e njétrajtshmérisé, cilésisé, profesionalizmit, transparencés, drejtésisé dhe
efektivitetit. Ky studim vierésoi, gjithashtu, bashkéveprimin e QKR-sé me agjenci
té tjera qeveritare shumé té réndésishme pér komunitetin e biznesit né Shqipéri, té
tilla si Drejtoria e Pérgjithshme e Tatimeve dhe Inspektoriati i Punés.

Monitorimi u fokusua né:

o t& gjitha shérbimet e QKR-sé, té specifikuara né ligjin e QKR-s&, mbi
procedurat e regjistrimit t€ biznesit, d.m.th., regjistrimi i njé biznesi té ri,
ndryshimet né té dhénat e regjistrimit t& biznesit, 1&shimi i ekstrakteve ose i
certifikatave té tjera, regjistrimi i mbylljes sé njé biznesit, pérgjigje pér pyetjet
apo plotésimi i kérkesave pér informacion, regjistrimi dhe trajtimi i ankesave;

e té gjitha fazat e ofrimit t& shérbimeve né sportelet e shérbimit t& QKR-sé,
nga marrja e dokumentacionit deri tek dhénia e certifikatave;

e pérvojén e klientéve né sportelet e shérbimit dhe né pérdorimin e fages sé
internetit t&¢ QKR-s€, nga piképamja e aksesit, lehtésisé né pérdorim dhe
trajtimit t& pérshtatshém té klientéve;

e ndérveprimin e QKR-sé me agjencité e tjera geveritare.

Pér té realizuar monitorimin e QKR-sé, u pérdorén mjetet e méposhtme té
hulumtimit:

e Intervista né dalje me persona qgé aplikojné né QKR - Partnerét Shqipéri,
me pérkrahjen e Programit Prag té Korporatés sé Sfidés sé Mijévjecarit pér
Shqipériné Il, zhvilluan dhe administruan njé anketim me klientét e QKR-sé
né momentin qé ata sapo kishin dalé nga njé sportel i QKR-sé. U realizuan
né total 1014 intervista.

¢ 50 intervista né thellési me stafin e QKR-sé, té Drejtorisé sé Pérgjithshme
té Tatimeve, si dhe me pérfagésuesit e bashkive. Partnerét Shqipéri, né
bashképunim me Programin Prag té Korporatés sé Sfidés sé Mijévjecarit
pér Shqipériné Il, hartuan tri grupe pyetjesh. Qéllimi i kétij mjeti ishte: (i) té
sigurohej informacion specifik sasior dhe cilésor nga njé kampion i zyrtaréve
té QKR-sé dhe i institucioneve té tjera, (ii) t& merrej njé spektér njohurish té
ndryshme pér ¢éshtje specifike.

e Fokus grupet — Diskutimet né fokus grupe béné t& mundur njé shkémbim té
gjeré mendimesh me klientét QKR-sé. Kjo shérbeu pér t'i véné né kontekst
té dhénat e nxjerra pérmes pyetésorit dhe pér té shpjeguar tendencat e
vézhguara, si dhe ndihmoi né nxjerrjen e pérfundimevé té argumentuara
miré. Fokus grupet, té cilat shérbyen pér t& marré reagime nga klientét
e QKR-sé dhe pér té shqyrtuar problemet specifike t€ pazbuluara nga
intervistat né dalje, u organizuan me klienté t& QKR-sé né Tirané, Durrés,
Vloré dhe Shkodér.




¢ Vrojtime né terren pér ¢do sportel t& QKR-sé - Ky mjet u pérdor pér mbledhjen
e té dhénave pér c¢éshtje té vecanta, si vendndodhja, aksesi pér klientét,
informacioni mbi shérbimet e mundshme, sjellja e stafit t&¢ QKR-sé, orari i
punés, materiale promocionale né ¢do sportel t& QKR-sé, etj.

3.2 Pérshkrimi i kampionit

Kampioni ishte i pérbéré nga 1014 klienté t& QKR-sé dhe u shpérnda sipas
sporteleve t&€ QKR-sé né qgendér dhe né rrethe duke marré né konsideraté
shpérndarjen e numrit té klientéve t&€ QKR-sé né kéto sportele né té kaluarén
(bazuar né té dhénat e ofruara nga QKR-ja pér periudhén janar - gershor 2009),
si dhe zhvillimin ekonomik té ¢do rrethi. Intervistat u zhvilluan né periudhén 28
dhjetor 2009 - 10 mars 2010.

Tabela 1: Pérshkrimi i kampionit sipas vendndodhjes

Vendndodhja e sporteleve té shérbimit Frekuenca Pérgindja
1 Zyra gendrore né Tirané 395 39.0
2 Bashkia Tirané 99 9.8
3 Dhoma e Tregtisé dhe Industrisé Tirané 51 5.0
4 Basl'!_kia Durrés/Dhoma e Tregtisé dhe Industrisé 90 8.9

Durrés
5 Bashkia Elbasan 45 4.4
6 Bashkia Vloré 49 4.8
7 Bashkia Fier 49 4.8
8 Bashkia Krujé 15 1.5
9 Bashkia Berat 30 3.0
10 |Bashkia Gjirokastér 21 2.1
11 | Bashkia Kavaje 20 2.0
12 |Bashkia Lushnjé 10 1.0
13 | Bashkia Pogradec 20 2.0
14 | Bashkia Shkodér 50 4.9
15 | Bashkia Kor¢é 35 3.5
16 |Bashkia Lezhé 20 2.0
17 |Bashkia Sarandé 15 1.5

Totali 1,014 100

Péraférsisht, 39% e intervistave u realizuan pérmes intervistave ballé pér ballé
me klienté t& QKR-sé, pasi ata dilnin nga zyra géndrore e QKR-sé né Tirané,
dhe pjesa tjetér u realizua né 17 sportelet né bashkité e listuara mé sipér. Marzhi
i gabimit pér kampionin prej 1014 té intervistuarish éshté + 3% me njé interval
besueshmérie prej 95%.




4. Gjetjet nga pyetésori
Kjo pjesé e raportit paraget gjetjet e hollésishme nga intervistat né dalje me klientét
e QKR-sé. Kéto gjetje paraqiten pyetje pas pyetje, duke pérfshiré krygézimin e

vlerave té zgjedhura sipas llojit t& biznesit, vendndodhjes sé tij dhe sipas gjinisé sé
té intervistuarit.

4.1 Gjetjet e pérgjithshme

Grafik 1: Arsyeja pér té vizituar QKR-né (n=1014)
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Rreth gjysma e té intervistuarve né nivel kombétar vizitoi sportelet e shérbimit
té QKR-sé pér té paragqitur njé aplikim, 35% pér té marré njé certifikaté apo njé
pérgjigje pér aplikimin e tyre, dhe pjesa tjetér pér t& marré informacion ose pér té
paragitur njé ankesé.




Grafik 2: Lloji i shérbimeve té kérkuara (n=894)
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21% e té intervistuarve prané zyrés gendrore t& QKR-sé deklaruan se ata e kishin
vizituar QKR-né pér té pérfunduar regjistrimin fillestar té biznesit té tyre. Arsyeja e
dyté mé e shpeshté pér vizité ishte aplikimi pér té€ ndryshuar té dhénat e regjistrimit
té biznesit (17%), si dhe aplikimi pér t& marré njé ekstrakt té thjeshté (17%). Pérveg
késaj, 13% e tyre aplikuan pér t& marré njé ekstrakt historik, 9% aplikuan pér
cregjistrim té biznesit dhe pjesa tjetér pér lloje té tjera té shérbimeve.

Né sportelet né bashki, rreth njé e treta e té intervistuarve (35%) e vizituan sportelin
e QKR-sé me synim regjistrimin fillestar té biznesit, 17% pér té ndryshuar té dhénat
e regjistrimit t€ biznesit, 13% pér t& marré njé ekstrakt dhe 11% pér ta ¢regjistruar
biznesin.

Grafik 3: Kampioni sipas llojit té biznesit (n=894)
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Né nivel kombétar, forma mé e zakonshme e bizneseve té intervistuara ishin
persona fiziké (individé té vetépunésuar, 52%), t& pasuar nga kompanité tregtare
(45%). Pjesa tjetér pérfshin shogérité e thjeshta, degé té kompanive té huaja,
kompani té kursim/kredisé dhe subjekte té tjera, si¢ tregohet né Grafikun 3.

63% e té intervistuarve prané zyrés gendrore t& QKR-sé pérfagésonin shogéri
tregtare, ndérsa vetém 33% e té intervistuarve né sportelet né bashki pérfagésonin
shoqéri tregtare.



Grafik 4: Kampioni sipas marrédhénies me biznesin (n=894)
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Né zyrén gendrore t&¢ QKR-sé, ku aplikojné mé shumé shoqgérité tregtare, 50%
e té intervistuarve ishin persona té autorizuar, por jo juristé, 7% ishin juristé té
brendshém té shoqérive dhe 6% pérfagésonin biznesin (studio ligjore). Vetém 35%
ishin aplikanté individualé qé pérfagésonin veten e tyre, si¢ tregohet né Grafikun 4.

Né té kundért, né sportelet né bashki, ku shumica e aplikantéve jané individé té
vetépunésuar, 74% e té intervistuarve ishin aplikanté individualé qé pérfagésonin
veten e tyre dhe 22% ishin persona té autorizuar, jo juristé, qé pérfagésonin aplikantét.

Grafik 5: Gjinia e té intervistuarve (n=1014)

mFemra W Meshkuj

80% -

o
67% 70%

60% -

% e pérgjigjeve
S
o
B

20% -

Totali Sportelet né bashki Zyra gendrore

Shumica e té intervistuarve né zyrén gendrore t&¢ QKR-sé dhe né sportelet né
bashki ishin meshkuj.




4.2 Gjetjet mbi performancén e shérbim

Kjo pjesé e studimit pérgendrohet né performancén e shérbimeve té ofruara nga
sportelet e shérbimit t&€ QKR-sé. Té intervistuarit ju pérgjigién pyetjeve lidhur me

performancén e QKR-sé bazuar né pérvojat individuale me procedurat e aplikimit
né kété institucion.

Grafik 6: Vértetimi i dhéné né kohén e dorézimit té aplikimit (n=894)
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Shumica dérrmuese e té intervistuarve (93%) thané se morén njé vértetim kur
paraqitén aplikimin e tyre. Rezultatet e studimit treguan se kjo pérgindje ishte disi
mé e ulét (90%) né zyrén gendrore t€ QKR-sé. Duhet té theksohet se QKR-ja nuk
ka detyrim té Iéshojé vértetim pér pranimin e aplikimit.

Grafik 7: Koha pér té marré pérgjigje (n=353)
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Shumica e té intervistuarve (83%) né nivel kombétar morén pérgjigje ose morén
certifikatén e regjistrimit té biznesit brenda 24 oréve dhe rezultatet pér kété treques
mes zyrés gendrore t& QKR-sé dhe sporteleve né bashki ndryshojné vetém pak.
Né pérgjithési, té gjitha sportelet e QKR-sé jané né gjendje gé té japin brenda 24
oréve shumicén e shérbimeve té tilla si regjistrimi fillestar dhe I&shimi i ekstraktit
nga Regjistri Tregtar.




Grafik 8: A jané té qarta procedurat e aplikimit? (n= 894)
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Si¢ shihet né Grafikun 8, 95% e té intervistuarve thané se procedurat e aplikimit

jané té qarta dhe ky rezultat nuk ndryshon shumé né varési té vendndodhjes apo
tipit té té intervistuarit.

Grafik 9: Pagesa pér shérbimin e marré (n=894)
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Té gjithé aplikantét né zyrén géndrore t& QKR-sé paguan vetém 100 leké pér t'i
marré shérbimet. Vetém 1% e té intervistuarve né sportelet né bashki u pérgjigjén
se paguan mé shumé se 100 leké. 8 té intervistuar kané théné se kané paguar mé
shumé se 100 leké, 4 nga té cilét né sportelin e QKR-sé né Vloré, 2 né Durrés, 1 né
Fier dhe 1 né Pogradec. Disa nga arsyet pse ata paguan mé shumé jané si vijon:
sepse déshironin ta bénin kété gjé, nuk kishin kohé té prisin pér té marré kusur ose
népunési i QKR-sé nuk kishte té holla pér t'iu kthyer.




Grafik 10: Koha e shpenzuar pér t&€ marré shérbimin (n=894)
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Shumica dérrmuese e té intervistuarve pohuan se pritén mé pak se tridhjeté minuta

pér té marré shérbim. Né pérgjithési, zyra qendrore e QKR-sé duket se ofron
shérbim mé shpejt se sportelet né bashki.

Grafik 11: Koha e shpenzuar krahasuar me vizitén e méparshme (n=638)
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Mbi 90% e té intervistuarve pohuan se koha e shpenzuar me népunésin e sportelit
té QKR-sé ishte mé e shkurtér ose e barabarté me kohén e shpenzuar gjaté
vizités sé tyre t&€ méparshme né até sportel t& QKR-sé. Kjo tregon pérmirésimin
e performancés sé sporteleve t& QKR-sé, té cilat kané arritur t&€ shkurtojné kohén
e nevojshme pér njé aplikim. Ky rezultat v& né dukje, gjithashtu, nevojén pér
pérmirésim té métejshém né disa sportele né bashki, né ményré gé té zvogélohet
koha qé klientét shpenzojné me népunésin e QKR-sé.




Grafik 12: Vlerésimi i pérgjithshém i shérbimeve té QKR-sé (n=894)
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91% e té intervistuarve né shkallé kombétare e vlerésuan nivelin e pérgjithshém
té shérbimeve té ofruara nga stafi i sporteleve t& QKR-sé si t& miré ose shumé té
miré. Né pérgjithési, rezultatet e studimit treguan njé nivel té larté kénagésie té
klientéve t&€ QKR-sé& me shérbimin e ofruar né sportelet e kétij institucioni, por ka
pasur gjithashtu dhe njé pérgindje t& konsiderueshme (12%) té té intervistuarve
né sportelet né bashki, té cilét kané deklaruar se shérbimi ishte disi ose i keq. Ky
vlerésim i fundit éshté shpérndaré uniformisht ndér té gjitha sportelet né bashki.

Grafik 13: Vlerésimi i pérgjithéshém i shérbimeve té QKR-sé sipas gjinisé sé
té anketuarit (n=894)
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Nuk ka ndonjé dallim t& madh né mes té té intervistuarve meshkuj dhe femra né
lidhje me nivelin e kénagésisé pér shérbimet e ofruara nga sportelet e QKR-sé. Sé

paku 90% e té intervistuarve té té dy gjinive e pércaktuan nivelin e kénagésisé nga
kéto shérbime si t& miré ose shumé té miré.




Grafik 14: Numri i vizitave pér té dorézuar njé aplikim sipas vendndodhjes
(n=540)
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Pér té paraqitur aplikimin e tyre, rreth tri té katértat e té intervistuarve i vizituan zyrén
géndrore t& QKR-sé dhe sportelet né bashki vetém njé heré, ndérsa rreth 20% e
vizituan QKR-né dy heré. Rezultatet ndryshonin vetém pak mes zyrés géndore té
QKR-sé dhe sporteleve né bashki.

Grafik 15: Numri i vizitave pér té dorézuar njé aplikim sipas llojit té shérbimit
(n=531)
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Shumica e té intervistuarve i vizituan sportelet e QKR-sé vetém njé heré pér té
paragqitur kérkesén e tyre pér shérbime si ekstrakt i thjeshté dhe historik. Megjithaté,
mé shumé se 25% e té intervistuarve i vizituan sportelet e QKR-sé dy heré pér
té paragitur njé kérkesé pér shérbime si c¢regjistrimi, korrigjimi i t& dhénave né
regjistér, aktivizim aktiviteti dhe regjistrim fillestar.




Grafik 16: Numri i vizitave pér té marré pérgjigje/certifikaté sipas llojit té
shérbimit (n=354)
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Mé shumé se 90% e té intervistuarve duhet té bénin vetém njé ose dy vizita né
sportelin e QKR-sé pér té marré pérgjigjen/certifikatén. Nuk ka ndonjé ndryshim té
réndésishém mes zyrés gendrore t& QKR-sé dhe sporteleve né bashki lidhur me
kété tregues. Klientét e QKR-sé dhané arsye té€ ndryshme pse vizituan QKR-né
mé shumé se dy heré pér té marré pérgjigje. Numri i vizitave nuk éshté i lidhur me
procedurén e vonuar apo me ndonjé shérbim té vecanté.

Grafik 17: Numri i vizitave pér té marré pérgjigje/certifikaté sipas llojit té
shérbimit (n=302)
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Shumica e té intervistuarve i vizituan sportelet e QKR-sé jo mé shumé se dy
heré pér t& marré pérgjigjen/gertifikatén pér shérbime té tilla si regjistrim fillestar,
ekstrakt i thjeshté dhe historik. Pér aplikimet pér cregjistrim té biznesit, 31% e
té intervistuarve duhej ta vizitonin QKR-né mé shumé se dy heré pér té marré
pérgjigjen/certifikatén.




4.3 Dhénia e informacionit

Kjo pjesé e studimit pérgéndrohet né informacionin e dhéné nga QKR-ja, burimet e
informacionit dhe pérvojat e klientéve gé pérdorin fagen e internetit t&¢ QKR-sé, nga
piképamja e mundésisé pér ta marré kété informacion dhe lehtésisé pér ta pérdorur até.

Grafik 18: Mjaftueshméria e informacionit (n=997)
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Shumica dérrmuese e té intervistuarve né té gjitha sportelet e shérbimit t&¢ QKR-sé
e konsiderojné informacionin e dhéné nga QKR-ja si t& mjaftueshém.

Grafik 19: Burimi i informacionit mbi QKR-né (n=997)
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Té intervistuarit marrin informacion né lidhje me procedurat e QKR-sé pérmes
burimeve té shuméllojshme, duke pérfshiré botime dhe broshura t& QKR-sg, fagja e
internetit t& QKR-sé, autoritetet tatimore, pushteti vendor dhe miqté. Broshura e QKR-
sé pérmendet mé shpesh si burim informacioni nga aplikantét né zyrén gendrore té
QKR-sé (49%), sesa né sportelet né bashki (28%). Fagja e internetit konsiderohet
si burim informacioni pér rreth njé té tretén e té intervistuarve né Tirang, por vetém
18% e té intervistuarve né sportelet né bashki e pérdorin fagen e internetit si burim
informacioni. Zyrat e informimit né bashki pérmenden mé shpesh si burim informacioni
nga té intervistuarit né sportelet né bashki (20%), sesa né seliné géndrore t& QKR-sé.




Grafik 20: Pérdorimi i fages sé internetit té QKR-sé (n=957)
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Shumica e té intervistuarve né seliné gendrore t&é QKR-sé (59%) e pérdorin fagen
e internetit t&¢ QKR-sé pér té marré informacion. Kjo pérqgindje éshté dukshém mé
e Ulét pér té intervistuarit né sportelet né bashki (33%).

Grafik 21: Fagja e internetit t& QKR-sé ofron informata té dobishme dhe té
mjaftueshme (n=416)
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Shumica e té intervistuarve (76%), té cilét e pérdorin fagen e internetit t&¢ QKR-sé,
thané se informacioni i ofruar pérmes saj éshté i dobishém dhe i mjaftueshém.




Grafik 22: Faqja e internetit t& QKR-sé éshté e qarté dhe e lehté pér t’u
kuptuar (n=416)
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Shumica e té intervistuarve (83%), té cilét e pérdorin fagen e internetit t¢ QKR-sé,
mendojné gé informacioni gé ajo pérmban, éshté i garté dhe i lehté pér t'u kuptuar.

Grafik 23: Si mund té pérmirésohet fagja e internetit t&¢ QKR-sé? (n=411)
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Té intervistuarit u pyetén se si mund té pérmirésohet fagja e internetit t¢ QKR-sé.
Pérgjigja e zgjedhur mé shpesh ishte “té pérditésohet mé shpesh” (36%), e ndjekur
nga “(t& ofrohet) mé shumé informacion” (30%), “duhet té jeté mé e lehté pér té
gjetur informacione té réndésishme, pér té cilat kam nevojé” (19%) dhe “té jeté mé
e sigurté dhe té funksionojé pa probleme” (13%).




4.4 Procedurat e ankimimit

Kjo pjesé e studimit pérgéndrohet né procedurat

e ankimimit. Té intervistuarit u jané

pérgjigjur pyetjeve lidhur me lehtésiné e procedurave té ankimimit, nése kishin marré
ndihmé nga stafi i QKR-sé, si dhe pér ményrén sesi ishin trajtuar ankesat e tyre.

Grafik 24: Procedurat e ankimimit (n=64)
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Procedurat e ankimimit jané vlerésuar si té lehta

e té intervistuarve (69%). Shumica dérmuese e té intervistuarve né zyrén géndrore

té QKR-sé (82%) mendojné se éshté e lehté dhe

Grafik 25: A ofroi stafi i QKR-sé ndihmé/mbéshtetje té mjaftueshme?

(n=37)

dhe shumé té lehta nga shumica

shumé e lehté té ankohesh.

EPO NEJO

100%

80% -

60% -

40%

% e pérgjigjeve

20%

0% -

Totali Sportelet né bashki Zyra gendrore

88%

Shumica e té intervistuarve (75%) u shpreh se stafi i QKR-sé iu kishte ofruar
mbéshtetje té mjaftueshme pér té vijuar procedurat e ankimimit.




Grafik 26: Ményra e trajtimit t& ankesave nga stafi i QKR-sé (n=64)
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Shtatédhjeté e shtaté pérqgind e té intervistuarve i cilésuan procedurat e ankimimit té
QKR-sé si té mira ose shumé té mira. Pér kété tregues, té intervistuarit i vierésuan
mé miré sportelet e QKR-sé né bashki se sa zyrén géndore t& QKR-sé.




PYETESOR MBI PERFORMANCEN E QKR-sé NE
OFRIMIN E SHERBIMEVE

Uné, I/e nénshkruari/a deklaroj se pérfaqésoj
Partnerét-Shqipéri, njé organizaté jo-fitimprurése. Uné jam kétu sot pér té
mbledhur informacion mbi performancén e QKR né ofrimin e shérbimeve, si pjesé
e njé studimi. Ky studim po béhet né emér t& Programit Prag té Korporatés sé
Sfidés sé Mijévjecarit pér Shqipériné I, e administruar nga Agjencia pér Zhvillim
Ndérkombétar e SHBA (USAID). Ju lutemi, pérgjigjuni kétyre pyetjeve té thjeshta
gé kané pér qgéllim té pérmirésojné punén e QKR-sé. Ju siguroj qé informacioni i
dhéné dhe opinionet tuaja do t& mbeten konfidenciale.

I. INFORMACION | PERGJITHSHEM

Data e intervistés
Kodi i intervistés
Gijinia e té intervistuarit Mashkull [ Femér [J
Emri i ploté i kompanisé, pér té cilén béhet aplikimi
(Nése éshté person fizik, emri i individit shénohet
vetém nése jepet né ményré vullnetare)

Informacioni i kontaktit pér Qyteti Tel E-mail Adresa e internetit
kompaniné/personin fizik

Vendi i zhvillimit té intervistés
dhe koha

1.Pérse keni ardhur sot kétu?

Pér t& marré informacion [ Béni vetém pyetjet 15-16d

Pér té dorézuar njé aplikim? [ Shko tek pyetja 4

Pér té marré pérgjigje/certifikatén e aplikimit tim [ Vazhdo tek pyetja 2
Pér té depozituar njé ankesé [1 Drejtoni vetém pyetjet 17-21a

Pér té depozituar bilancin [ Drejtoni vetém pyetjet 12-16d

2. Pas sa kohé morét pérgjigje pér aplikimin gé bété (d.m.th., marrjen e
certifikatés sé NIPT-it, certifikatén e aprovimit, dokumentin e ekstraktit)?
(Vendosni shenjé tek njéra nga kutizat)

Brenda dités [ 1 dité [ 2-5dité [J 1-2 javé []
2-4 javé [ Mé shumé se 1 muaj [




3. Nése mé shumé se 1 dité, cila ishte arsyeja gé ju dhané te sporteli pér
zgjatjen e procedurés? (Vendosni shenjé tek njéra ose mé shumé kutiza)

Kaq zgjat procedura [ | Aplikimiishte jo i ploté [] Késhtu mé tha sportelisti [

Mé thané gé duhej mé shumé kohé pér ta aprovuar até [
Té tjera / Specifiko:

4, Pér ¢’lloj shérbimi (shérbimesh) po aplikoni apo morét certifikatén /
pérgjigjen sot? (Vendosni shenjé tek njéra ose mé shumé kutiza)

Regjistrim fillestar Korigjim té dhénash

Ndryshim té dhénash né regjistrim Verifikim emri

Cregjistrim Aktivizim aktiviteti

Rezervim emri Pezullim aktiviteti

Pér té marré njé ekstrakt té thjeshté Léshim certifikatash

N I I OO
N I ) O B

Pér té marré njé ekstrakt historik Té tjera*

* Ju lutem specifikoni llojin e shérbimit

5. Morét njé vértetim kur paraqitét aplikimin?

Po L[l Jo [

6. C’lloj biznesi éshté biznesi juaj? (Vendosni shenjén tek kutiza pérkatése)

Person | Shogéri | Shogéri Degé dhe/ose | Shogéri Shogéri e Subjekt
fizik e tregtare (kolektive, | zyré pérfaq. dhe union | bashképunimit | tjetér
thjeshté | komandite, injé i kursim/ |té ndérsjellé
sh.p.k.,Sh.A.) shogérive t& | kreditit
huaja
J [ J 0J [J [] J




7. Cila éshté lidhja juaj me kété biznes? (Vendosni shenjén tek kutiza
pérkatése)

Individ Person i Jurist i Jurist i liré/ Studio ligjore
(pronar) autorizuar, jo brendshém konsulent pérfagésuese e kétij
jurist biznesi
1l [] [ (] 1l

8. Né cilin rreth ndodhet biznesi juaj (Zyra qéndrore)? Specifiko rreth
in

8a. (Nése nuk éshté i njéjté me rrethin né té cilin po intervistoni): Pérse
zgjodhét pikérisht kété zyré t€ QKR-sé pér t’u rregjistruar? (Plotésoni njérén
nga kutizat).

Eshté prané vendndodhjes sé biznesit tim [|  Kisha edhe puné té tjera kétu [
Uné banoj kétu [

Mé thané népunésit e taksave [] Mé adresuan punonjésit e Bashkisé []
Sporteli kétu kryen puné mé té miré [

Tjetér / Specifiko:

Il. INFORMACION PER PERFORMANCEN E QKR-SE
(Tani do t’ju drejtoj disa pyetje né lidhje me pérvojén tuaj gjaté procesit té
rregjistrimit)

Part Il.1

9. A ishin té garta procedurat e aplikimit ?
Po [] Jo []

9a. Nése Jo, cfaré ishte e paqarté? (Vendosni shenjé tek njéra kutizé).

E gjithé procedura e regjistrimit [ Si té aplikoja [
C’lloj forme biznesi té zgjidhja [

Pérse té paraqgisja autorizim [|  Pérse té paragqisja ID e themeluesve []
Cfaré dokumentash duheshin paraqitur [

Informacioni né lidhje me rregjistrimin pér géllime taksash [

Informacioni né lidhje me rregjistrimin pér inspektoratin e punés [
Tjetér(specifiko)




10. Sa heré ju desh té vizitonit zyrén e QKR-sé pér té pérfunduar procedurén
(referoju nr.4) (Vendosni shenjé tek njéra kutizé).

njé heré [] dy heré [] tre ose mé shumé heré [

10.a Nése ju éshté dashur té vini mé shumé se njé heré, cila ishte arsyeja qé
ju dhané pér ardhjen tuaj pérséri ? (Vendosni shenjé tek njé ose mé shumé
kutiza).

Té marr certifikatén/pérgjigjen e aplikimit [ Sistemi nuk punonte []

Nuk kishte energji elektrike []

Zyra ishte mbyllur []  Té dhénat e paragitura ishin té paplota [

Té dhénat e paragqitura ishin té gabuara [ Késhtu mé thané [

Rasti ishte kompleks dhe kishte nevojé pér mé shumé kohé pér t'u proceduar [
Dosja e biznesit nuk gjendej né sistem [

Té tjera / specifikoni

11. Sa ju desh té paguanit pér shérbimin e marré? (Vendosni shenjé tek njéra
kutizé).

100 leké [] mé shumé se 100 leké [
11a. Nése paguat mé shumé se 100 leké, cila ishte arsyeja? (Vendosni shenjé
tek njéra kutizé).

Nuk kisha kohé pér té marré kusurin [
Sportelisti nuk kishte té holla pér kusur [

Sporteli ofroi shérbim té vegcanté ose me pérparési [
Té tjera /specifikoni:

12. Sa kohé shpenzuat sot pér té& marré shérbimin tuaj tek sporteli i QKR?
(gjithé koha qé nga momenti i mbérritjes)

Mé pak se 30 minuta [ 30-60 minuta [ 1-2 oré []
2-3oré [ Mé shumé se 3 oré []

12.a Nése keni shpenzuar mé shumé se 30 minuta, cilat ishin arsyet?
(Vendosni shenjé té paktén tek njéra kutizé)

Kishte radhé té gjaté [ Sistemi nuk punonte [
Sportelisti nuk ishte né vendin e punés [

Ishte ndérpreré energjiall
Té tjera /specifikoni:




13. Si e krahasoni kohén e shpenzuar pér té kryer aplikimin e sotém me
pérvojat e méparshme né QKR, nése keni aplikuar mé paré? (Vendosni
shenjé tek njéra kutizé).

Mé pak kohé se hera e kaluar [ mé shumé kohé se hera e kaluar [

e njéjta kohé []

e pavlefshme pér kété rast []

14. Si do ta vlerésonit né pérgjithési nivelin e shérbimeve té ofruara nga
stafi zyrés / degés sé QKR?

1 Tékeq [ 2 disi [ 3 imiré [] 4 shumé i miré []

Part 11.2

15. A e konsideroni informacionin e dhéné nga zyra e QKR-sé té
mjaftueshém? Po [ Jo [

16. Cila éshté ményra mé e miré pér té marré informacion rreth aktivitetit té
QKR-né dhe procedurave té regjistrimit? (Vendosni shenjé tek njéra ose mé
shumé kutiza)

Broshura informuese/Publikime t& QKR [ Fagja internetit QKR [
Zyra e tatimeve [ Media [

Zyrat e informacionit té€ Bashkisé [] Miq [
Tjetér(specifiko)

Nése ai/ajo éshté pérgjigjur “Faqja e internetit”, ju lutem, drejtojini pyetjet e
méposhtme:

16.a A e pérdorni fagen e internetit t¢ QKR? Po [ Jo [

16.b A mendoni qé informacioni i fages sé internetit t&¢ QKR éshté i
mjaftueshém dhe i dobishém?

Po [ Jo []

16.c A mendoni gé informacioni i fages sé internetit té QKR éshté i qarté
dhe lehtésisht i kuptueshém?

Po [ Jo [

16.d Si mund té pérmirésohet fagja e internetit e QKR?

Duhet té keté mé shumé informacion []

Faqe e internetit duhet pérditésuar mé shpesh [

Duhet té jeté mé e lehté pér té gjetur informacione té réndésishme pér té cilat
kam nevojé [] Duhet té jeté mé e sigurt dhe té funksionojé pa probleme []
Té tjera [




Part lll.

17. Sa e lehté ishte pér té béré njé ankesé?
1 Shumé e véshtiré [ ] 2 E véshtiré [ 3Elehté [ 4 Shuméelehté L[]

18. A ju dha stafi i QKR ndihmé/mbéshtetje té mjaftueshme?
Po [I Jo [

19. Sa té garta dhe té kuptueshme ishin shpjegimet e tyre gojore dhe té
shkruara?

1 Té pagarta [ 2 Disi [] 3 Té qarta [ 4 Shumé té garta [

20. Né pérgjithési, sa miré u trajtua ankesa juaj?

1Keq [ 2 Disi [ 3 Miré [ 4 Shumé miré [
21. A jeni té informuar rreth procedurave té reja t&€ QKR-sé pér ankesat?
(takime tek Drejtori i Pérgjithshém, telefonata tek Drejtori i Pérgjithshém)
Po [ Jo [

Nése pérgjigja éshté Po,

21a. A i keni pérdorur ato?
Po [I Jo [

22. A do té déshironit t& merrnit pjesé né njé diskutim né grup mé té madh
né lidhje me performancén e

QKR-sé?

Po [ Jo [

Nése pérgjigjja éshté PO, plotésoni:

Emriité

. . . Numri i telefonit
intervistuarit
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1. Executive summary

A new law on business registration was enacted by Parliament on 3 May 2007.
The Law no. 9723 “On the National Registration Center” established the National
Registration Center (NRC) as a new central public institution. The National
Registration Center began operating on 3 September 2007 and in addition to its
headquarters in Tirané&, the NRC has 29 service windows in the municipalities.
Registration offices located throughout Albania enable a business to complete
all the registration procedures locally.

The establishment of the National Registration Center (NRC) drastically
improved the business registration process in the country. This reform was
a significant step in meeting the overall governmental goal of improving the
business climate. It provided several important benefits for Albanian businesses
as well as foreign investors: a simpler, faster and less costly process of
registering a new business.

This report presents the findings of the “Monitoring of the NRC performance on
service provision and delivery” survey, conducted between November 2009 and
April 2010 by Partners Albania.

Overall results

e The majority of respondents received an answer to their application
or a certificate within 24 hours of submitting their application. The
percentages are slightly different between the NRC headquarter (86%)
and the municipal service windows (80%).

e The application procedures are very clear for almost all respondents (up
to 93%) and this result did not vary substantially by business location or
type of respondent.

e More than 90% of respondents visited the NRC window not more than
twice to receive an answer or a certificate. This is related to the fact that
the procedures were clear and the NRC staff worked efficiently.

e The overwhelming majority of respondents stated that they spent less
than thirty minutes to receive the service and the time spent at the NRC
service window was less or equal to the time spent during their previous
visit to NRC.

e The survey results showed a high level of satisfaction related to the
overall performance of services provided by the NRC. More than 90 % of
respondents of both genders evaluated the level of satisfaction as good
or very good.

e The majority of respondents needed to visit the NRC service windows
only once to submit their application, while 20% of respondents visited
the NRC twice to submit their application.



e The overwhelming majority of respondents visited the NRC service
windows not more than twice to receive an answer/certificate.
Nevertheless, 31% of respondents who had applied to cancel their
business registration had visited the NRC more than twice.

e The overwhelming majority of respondents in all the NRC service
windows consider the information provided by the NRC as sufficient. The
NRC brochure/publication and its website remain the preferred sources
of information on application procedures.

e The majority of respondents (83%) who use the NRC website think that
this website offers information that is clear and easy to understand, while
76% of respondents said that the information provided by the NRC
website is useful or sufficient.

Results at NRC headquarters

e In general, the NRC headquarters’ staff offers faster services than that of
the municipal service windows.

e 49% of respondents said that the NRC brochure and publication remain
the best way to obtain information on registration procedures.

e 59% of respondents at the NRC headquarters received their information
through/from the NRC website.

e An overwhelming majority of respondents at the NRC headquarters who
submitted complaints (82%) said that submitting a complaint is easy or
very easy.

e 82% of the respondents stated that the NRC headquarters’ staff has
handled their complaints well or very well.

Results at municipal service wii

e 12% of respondents at the municipal service windows rated the NRC
services as poor. The unsatisfactory rating is uniformly distributed among
all the municipal service windows.

e Only 18% of respondents at the municipal service windows said that the
best way to obtain information on registration procedures is the NRC
website.

e Only one third of respondents used the NRC website to receive
information.

e 38% of respondents at the municipal service windows said that their
complaints are handled fairly or poorly by the NRC staff.




2. Introduction

A major initiative taken by the Ministry of Economy, Trade and Energy (METE)
was the reform of the business registration procedures, reducing the fee
charged to applicants to 100 ALL and reducing the time required to register
a new business to one day by combining all registration steps, including tax
registration, to a single procedure.

A new law on the business registration reform was enacted by Parliament on 3
May 2007. The Law no. 9723 “On the National Registration Center” established
the National Registration Center (NRC) as a new central public institution. The
new law and the establishment of the NRC was an initiative of the Government
of Albania and METE, supported by the first stage of the Millennium Challenge
Corporation Albania Threshold program.

This reform was a significant step in the overall governmental goal of improving
the business climate in Albania. It provides several important benefits for
the Albanian businesses, as well as foreign investors: a simpler, faster and
less costly process of registering a new business; simultaneous tax, social
insurance, health insurance and labor directorate registration, using a single
application procedure.

The NRC service windows are located throughout Albania, making it possible
for a business to complete all registration procedures locally. The NRC began
operating on 3 September 2007 and in addition to its headquarters in Tirané,
the NRC has service windows in the following 29 municipalities: Tirané, Durrés,
Elbasan, Vloré, Korcé, Shkodér, Fier, Gjirokastér, Krujé, Rréshen, Berat,
Bulqizé, Kavajé, Lushnjé, Pogradec, Corovodé, Librazhd, Burrel, Bajram Curri,
Gramsh, Peshkopi, Tepelené, Lag, Lezhé, Erseké, Pérmet, Puké, Sarandé,
Kukés as well as at the Chamber of Commerce in Tirané and Durrés.

Free public access to the Commercial Registry information that is published
on the NRC web site is possible via the Internet. All service windows receive
applications and are linked through/by Internet to the registrars at the NRC
headquarters, who approve applications within one day after receiving a
properly completed application at a service window. Application forms and
instructions are available from the NRC website (www.gkr.gov.al) or at any of
the NRC service windows. Registration at the NRC also provides simultaneous
registration with the tax authorities, as well as registration for social insurance
and health insurance, registration with the Labor Inspectorate and with the tax
administration at the respective municipality.



3. Methodology

The objective of this survey was to assess the NRC services for consistency,
quality, professionalism, transparency, fairness and effectiveness. The project
also assessed the NRC'’s interaction with other government agencies of crucial
interest to the business community in Albania, such as the General Directorate
of Taxation and the Labor Inspectorate.

The monitoring targeted:

o all the NRC services specified in the NRC law on the business registration
procedures, i.e. new business registration, changes to business
registration data, issuing of extracts or other certificates, registration
of cancellation, answering questions or filing requests for information,
registering and addressing complaints;

o all the stages of service delivery at the NRC service windows, from receipt
of documentation to the delivery of certificates;

e customer experience both at the service windows and in using the NRC
website, in terms of accessibility, ease of use and friendliness;

e the NRC’s interaction with other government agencies.

In conducting the NRC monitoring activity the following research tools
were used:

¢ Exit interviews of NRC applicants - Partners Albania developed and
administered a survey of NRC applicants with support by the Millennium
Challenge Corporation Albania Threshold Program II. A total of 1,014
interviews were completed.

e 50 in-depth interviews with the NRC staff, the General Directorate
of Taxation, as well as with the representatives of municipalities.
In collaboration with the Millennium Challenge Corporation Albania
Threshold Program Il PA designed three sets of questions. The purpose of
this tool was: (i) to obtain specific quantitative and qualitative information
from a sample of the NRC officials and other institutions; (ii) to gain a
range of insights on specific issues.

e Focus groups — Follow-up focus group discussions allowed for an in-
depth exchange with the NRC customers to provide context to the
questionnaire data and explain observed trends, thus leading to well-
grounded interpretative conclusions. To obtain feedback from the
customers and to explore specific problems uncovered through the exit
interviews, discussions in focus groups were organized in Tirané, Durrés,
Vloré and Shkodér.




¢ Field observations related to each NRC’s window - This tool was used to
collect data on specific issues such as location, accessibility by customers,
information about the services available, the NRC staff behavior, opening
hours, PR materials at each NRC window, etc.

3.2 Sample description

The sample was 1,014 NRC clients and was distributed by NRC service windows
location based on the number of clients that visited these service windows in the
past (based on the data provided by the NRC for the time period January - June
2009), as well as the economic development of each district. The interviews
were conducted between 28 December 2009 and 10 March 2010.

Table 1: Sample distribution by location

Service windows’ location Frequency Percentage
1 Tirané - NRC Headquarters 395 39.0
2 Tirané Municipality 99 9.8
3 Chamber of Commerce Tirané 51 5.0
4 Durrés Municipality & Chamber of Commerce 90 8.9
Durrés

5 Elbasan Municipality 45 4.4
6 Vloré Municipality 49 4.8
7 Fier Municipality 49 4.8
8 Krujé Municipality 15 1.5
9 Berat Municipality 30 3.0
10 | Gjirokastér Municipality 21 2.1
11 | Kavaje Municipality 20 2.0
12 | Lushnjé Municipality 10 1.0
13 | Pogradec Municipality 20 2.0
14 | Shkodér Municipality 50 4.9
15 | Kor¢é Municipality 35 3.5
16 | Lezhé Municipality 20 2.0
17 | Sarandé Municipality 15 1.5

Total 1,014 100

Approximately 39% of the interviews were conducted in person with applicants as
they exited the NRC headquarters in Tirané, and the remainder was conducted
at the 17 NRC municipal service windows listed above. The margin of error for
the sample of 1,014 respondents is +3% with a 95% confidence interval.




4. Questionnaire findings

This section of the report presents detailed findings of the survey, question by
question, including selected cross-tabulations by type and location of business,
and by gender of respondent.

4.1 General findings

Graph 1: Reason for visiting NRC (n=1014)

M Get information @ Submit an application M Receive certificate
i Deposit a complaint M Deposit balance sheet

80%
60%

40%

% of response

20%

0%

Total Municipal's SW NRC HQ

Approximately half of the respondents to the survey at the national level came to
the NRC service windows to submit an application, 35% to receive a certificate
or an answer to their application, and the remainder to get information or submit
a complaint.




Graph 2: Type of service requested (n=894)

M Initial registration B Change of registration data Cancellation
M Simple extract History extract Other
W Correction of registration data = Activation of activity W Suspension of activity

NRC HQ

Municipal's SW

40%

At the NRC headquarters, 21% of the survey respondents stated that they were
visiting the NRC in order to complete their initial registration. The second most
frequent reason for visiting was applying to change their registration data (17%)
and also applying to receive a simple extract (17%). Additionally, 13% applied
to receive a historical extract, 9% applied to cancel their registration, and the
remainder for other types of services.

At the municipal service windows, approximately one third of the respondents
(35%) visited for purposes of initial registration, 17% to change their registration
data, 13% to receive an extract and 11% to cancel their registration.

Graph 3: Sample by type of business (n=894)

M Physical persons B Commercial companies Other
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64% 63%
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The most common business-type companies interviewed at the national level
were “physical persons” (self-employed individuals, 52%), followed by commercial
companies (45%). The rest include simple partnerships, branch offices of foreign
companies, saving/credit companies and other entities as shown in Graph 3.

At the NRC headquarters, 63% of respondents represented commercial
companies, while only 33% of respondents at the municipal locations
represented commercial companies.



Graph 4: Sample by relationship to business (n=894)
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At the NRC headquarters, where most commercial companies apply, 50% of
respondents were non-lawyer representatives of the applicant, 7 % were in-
office lawyers of the entities and 6% were representatives of the business as a
legal studio. Only 35 % were individual applicants representing themselves, as
shown in Graph 4.

Conversely, at the municipal locations, where the majority of applicants are
self-employed individuals, 74% of respondents were individual applicants
representing themselves, and 22% were non-lawyer authorized representatives
of the applicants.

Graph 5: Respondent’s gender (n=1014)
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The majority of respondents were males, in both NRC HQ and municipal service
windows.




4.2 Findings on service perform.

This part of the study focuses on the performance of services rendered by the
NRC service windows. The respondents answered questions about the NRC
performance, based on individual experiences with the application procedure.

Graph 6: Receipt provided at time of submission of application (n=894)
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The overwhelming majority of respondents (93%) said that they received a
receipt when they submitted their application. The survey results showed that
this percentage was somewhat lower (90%) at the NRC headquarters. It should
be noted that receipt confirmation is not required.

Graph 7: Time to receive an answer (n=353)
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The majority of respondents (83%) at the national level received an answer/
certificate within 24 hours and the results vary only slightly between the NRC
headquarters and the municipal service windows. In general, all the NRC
windows are able to render the majority of services like initial registration and
extract provision from the register within 24 hours.




Graph 8: Are application procedures clear? (n= 894)
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As shown in Graph 8, 95% of respondents said that the application procedures
are clear, and this result did not vary substantially by location or type of
respondent.

Graph 9: Payment for service received (n=894)
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All applicants at the NRC headquarters paid only 100 ALL to receive services.
Only 1% of respondents at municipal service windows answered that they paid
more than 100 ALL. In total, eight respondents said they have paid more than
100 ALL: four of them were in the NRC service windows in Vloré, two in Durrés,
one in Fier and one in Pogradec. Some of the reasons why they paid more are
as follows: because they wished to do so, they did not have time to wait for the
change or the service window clerk had no change to give back.




Graph 10: Time spent to receive service (n=894)
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The overwhelming majority of respondents stated that they waited less than
thirty minutes to receive the service. In general, the NRC headquarters seem to
offer faster services than the municipal service windows.

Graph 11: Time spent compared to previous visit (n=638)
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Over 90% of respondents stated that the time spent with the service window
clerk was less or equal to the time spent in their previous visit. This shows the
improving performance of the NRC service windows, which have managed to
reduce the time needed for an application, but it also points out the need for
further improvement in some municipal service windows, in order to be able to
decrease the time spent with the service window clerk.




Graph 12: Overall rating of NRC services (n=894)
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With regard to the overall level of service provided by the NRC service windows
staff 91% of respondents at the national level rated the services as good or
very good. In general, the survey results showed a high level of satisfaction of
NRC clients with the services offered by NRC service windows, but there was
also a significant percentage (12%) of respondents at the municipal service
windows who stated that the service was fair or poor. The unsatisfactory rating
is uniformly distributed among all the municipal service windows.

Graph 13: Overall rating of NRC services by respondent’s gender (n=894)

m Poor m Good m Very good
60% -
50% +

40% -

% of response

30% -

20% -

10% ~

Male Female

There is no significant difference between male and female respondents
regarding the satisfaction level with the services provided by the NRC windows.
At least 90% of respondents of both genders evaluated the level of satisfaction
as good or very good.




Graph 14: Number of visits to submit an application by location (n=540)
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About three-quarters of respondents visited the NRC headquarters and municipal
service windows only one time to submit their application, while approximately
20% visited the NRC twice to submit their application. The results varied only
slightly between the NRC HQ and municipal service windows.

Graph 15: Number of visits to submit an application by type of service
(n=531)
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The majority of respondents visited the NRC service windows only one time to
submit their application for services like simple and history extract. Nevertheless,
more than 25% of respondents visited the NRC service windows twice to submit
an application for services like cancellation, correction of registration data and
activation of activities and initial registration.




Graph 16: Number of visits to receive an answer/certificate by location

(n=354)
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More than 90% of respondents needed to make only one or two visits to the
NRC window to receive an answer/certificate. There is no significant difference
between the NRC headquarters and the municipal service windows. The NRC
customers gave different reasons why they visited the NRC more than twice to
get an answer. The number of visits is not related to the delayed procedure or
any particular service.

Graph 17: Number of visits to receive an answer/certificate by type of
service (n=302)
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The majority of respondents visited the NRC service windows not more than
twice to receive an answer/certificate for services such as initial registration,
simple and history extract. For applications for cancellation of registration, 31%
of respondents needed to visit the NRC more than twice to receive an answer/
certificate.




4.3 Information provision

This part of the study focuses on the information provided by the NRC, sources
of information, and customers’ experiences using the NRC website, in terms of
accessibility, ease of use and friendliness.

Graph 18: Sufficiency of information (n=997)
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The overwhelming majority of respondents in all the NRC service windows
consider the information provided by the NRC as sufficient.

Graph 19: Source of information about NRC (n=991)

B NRC brochure/Publications H Web site
Municipality Information offices M Friends

M Other W Tax office

B Media

NRC HQ

Municipal's SW's

Total

% of response

Respondents received information regarding the NRC procedures through a
variety of sources, including the NRC publication and brochures, NRC website,
tax authorities, local government and friends. The NRC brochure was cited
more frequently by the applicants at the NRC headquarters (49%) than at
the municipal service windows (28%). The website is considered a source
of information for about one third of respondents in Tirané, but only 18% of
respondents at the municipal service windows are using the website as a source
of information. Municipal information offices were cited more frequently at the
municipal service windows (20%) than at the NRC headquarters.




Graph 20: Use of NRC website (n=957)
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The majority of respondents at the NRC headquarters (59%) use the NRC
website to receive information. This percentage is significantly lower for
respondents at the municipal service windows (33%).

Graph 21: NRC website provides useful and sufficient information
(n=416)
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The majority of respondents (76%) who use the website said that the information
provided by the NRC is useful and sufficient.




Graph 22: NRC website is clear and easy to understand (n=416)
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The majority of respondents (83%) who use the website think that it contains
information that is clear and easy to be understood.

Graph 23: How to improve NRC website? (n=411)
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Respondents were asked how to improve the NRC web site. The most
frequently selected answer was “update more frequently” (36%), followed by
“more information” (30%), “it should be easier to find important information |
need’ (19%), and “more reliable” (13%).




4.4 Complaint procedures

This part of the study focuses on the complaint procedures. The respondents
answered questions about the convenience of the complaint procedures,
whether they had received assistance from the NRC staff and about the way
their complaints were handled.

Graph 24: Complaint procedures (n=64)
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The complaint procedures were assessed as easy or very easy by the majority
of respondents (69%). An overwhelming majority of respondents at the NRC
headquarters (82%) think that it is easy or very easy to complain.

Graph 25: Did NRC staff provide enough support/help? (n=37)
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The majority of respondents (75%) said that the NRC staff had provided them
with enough support in following the complaint procedures.




Graph 26: Handling of complaints by NRC staff (n=64)
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Seventy-seven percent of respondents described the NRC complaint handling
procedures as good or very good. The municipal service windows were rated
better than the NRC HQ.




QUESTIONNAIRE ON THE NRC PERFORMANCE ON
SERVICE PROVISION AND DELIVERY

I, , hereby declare that | represent Partners-
Albania, a NPO. | am here to gather information on the NRC performance on
service provision and delivery as part of a survey. This survey is commissioned
by the Millenium Challenge Corporation Albania Threshold Program I,
administered by the U.S.Agency for International Development (USAID). Please,
answer to some simple questions that aim to improve the NRC work. | assure
you that the information and opinions you will provide will remain confidential.

. GENERAL INFORMATION

Date of interview and
time

Code of interview

Gender of interviewee |Male [| Female [
Full Company Name which is
applying

(If is Physical person, the name to
be written only if person agrees)
Company/physical City Phone E-mail Website
person contact
information

Interview location

1. Are you here today:

To get information [] Ask only the questions (15-16.d)

To submit an application [ Go to question 4

To receive the answer/certificate of my application [1 Go to question 2
To deposit a complaint [| Ask only the questions (17-21a)

To deposit my balance sheet [ Ask only the questions 12-16d

2. How long did it take to receive an answer about your application (e.g.
receive NIPT certificate, approval registration, abstract document,
etc)? (Check one box)

Within a day [ 1day [J 2-5days [ 1-2weeks [
2 —4 weeks [ More than 1 month [




3. If more than 1 day: What reason(s) were given to you by the desk
clerk about the processing delay?
(Check one or more boxes)

This is the time required for the procedure [

The application was incomplete [

| was told so by the service window clerk []

| was told more time was needed to approve it []
Other/specify:

4. What type of service(s) did you apply for today or receive the
answer/certificate? (check one or more boxes)

Initial Registration Correction of registration data

Change of registration data Name clearance

Cancellation Activation of business activity

Name reservation Suspension of business activity

Simple abstract from the register Certificate issuance

Ogoeoig

Ogoeoig

History abstract * Other

*If other please specify:

5. Where you given a receipt when you submitted your application?
Yes [] No []

6. What type of business is this? (Check one box above indicating type
of business)

Physical | Simple Commercial Branch Saving/ | Cooperation | Other
Person | Partnership| Companies | and office Credit Companies | entities
(limited of foreign | Companies
partnerships, | companies

unlimited

partnerships,
Ltd, joint stock)

U [J 0 U U U U




7. What is your relationship to the business? (Check one box indicating
relationship)

Individual Authorized Representative of the
erson erson L Free business as a Legal
P P ’ of the entity lawyer . 9
(owner) not a lawyer studio
] H ] [] ]

8. In what “district” is your business located (NRC headquarter)?
Specify the city

8a. (If not the same district as the facility where interviewing): Why did
you come to this particular NRC office / window to register? (Check one
box)

It is close to my business location [ | had to do other business here [
| live here []

| was told by tax authority [ | was told by municipal officials’ []
SW here does a better job [1 Other/specify:

Il. PERFORMANCE INFORMATION

(Now | am going to ask you some questions about your experience with the
registration process)

Part Il.1

9. Were the application procedures clear? Yes [ No [

9. a. If No, what was not clear? (check at least one box)

The whole registration procedure [ How to apply []

What type of business to select [

Why to submit the authorization [1 Why to submit the ID of the founders []
What documents to provide [

The information regarding registration for tax purposes [

The information regarding registration for labor inspectorate [
Other/specify




10. How many times did you have to visit NRC to complete your
procedure (ref. no. 4). (Check one box)

once [ two times [ three or more times [

10.a If you had to come more than once, why were you told, you have to
come back another time? (Check at least one box.)

To receive the application certificate / answer [ System was not working [
There was no electricity [ The office was closed [

The submitted data were incomplete [ The data submitted were wrong [
I was told so [ The case is complex and need more time to be processed [

The business file was not found in the system []
Other/specify:

11. How much did you have to pay for the service received? (Check one
box)

100 lek [ More than 100 lek [

11a. If more than 100 Lek, what was the reason? (Check one box)

| did not have time for receiving change [
The service window clerk did not have change [

The SW was expediting special service []
Other/specify:

12. How much time did you have to spend to receive your service at the
service window today (since you arrived)?

Less than 30 minutes [ 30-60 minutes [ 1-2 hours [}

2 —3 hours [] More than 3 hours [

12a. If you spend more then 30 minutes, which were the reasons?
(Check at least one box)

Was a long queue [J System was not working [
Service window clerk was not in the working place [

Energy was interrupted [
Other/specify




13. How does this compare with your previous experiences in NRC?
(check one box)

Less time than earlier visit [ more time than earlier visit [
about the same time as earlier visit [

Not applicable to this case [

14. How would you rate the overall level of service provided by NRC
office/window staff?

1 poor [ 2 fair [ 3 good [ 4 very good [

Part 1.2

15. Do you consider the information provided by NRC sufficient?
Yes [ No LI

16. Which is the best way to get information about the NRC activity and
the registration procedures? (Check one or more boxes)

NRC Brochure / Publications [ Web site [] Tax office [J
Municipality offices [ Media [

Friends [ Other /Specify

If he/she has answered the NRC website please ask the following
questions:

16. a Do you use the website of NRC?

Yes [ No [

16b. Do you think that the information provided by the NRC web page is
sufficient and useful?

Yes [] No L[]

16¢. Do you think that the information provided by the NRC web page is clear
and easy to understand?

Yes [] No L[]




16.d How can the NRC web site be improved? :

There should be more information [
The web page should be updated more frequently []

It should be easier to find the important information | need [
It should be more reliable and not crash [

Other [
Part 1.3

17. How easy was it to make a complaint?

1 very difficult [ 2 difficult [ 3 easy [J 4 very easy [
18. Did the NRC staff provide enough help/support?
Yes [] No [
19. How clear and understandable were their written and verbal contacts
with you?
1 unclear [ 2 fair [ 3clear [] 4 very clear [

20. Overall, how well did they handle your complaint?

1 poor [] 2 fair [] 3 good [ 4 very good [

21. Are you informed about the NRC new complaint procedures
(meetings to the director general, calls to the director general)?

Yes U No U

If yes, have you used it?

Yes ] No ]

22. Would you like to participate in a larger group discussion on the NRC
performance?

Yes UJ No ]

If the answer is Yes, complete:

|Name of interviewee | | Telephone number |
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